
Administrative Services Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

First Contact Resolution 

Administrative Services

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

12

1

0

0

12

1

Total 0

0

12

1

0

0

12

1

Total 0

0

12

1

0

0

12

1

Application Error Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

None 0

0

4

1

0

0

4

1

Novell 

GroupWise

0

0

2

0

0

0

2

0

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

9

1

0

0

9

1

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application Reporting Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

12

1

0

0

12

1

Network Error None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Password None 0

0

1

1

0

0

1

1

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0

0

5

2

0

0

5

2

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus None 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Total 0

0

5

2

1

1

6

3

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Total 0
0

37
6

1
1

38
7

Capitol Hosting _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1



High Low Medium Total

Capitol Hosting Application Total 1

1

0

0

0

0

1

1

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
1

2
0

0
0

3
1

Diebold EIS Hardware None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Printer None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error Symantec 

Endpoint 

0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Password Cisco Secure 

VPN Client

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

3

3

0

0

3

3

Total 0

0

4

3

0

0

4

3



High Low Medium Total

Help Desk Application Total 0

0

6

3

1

0

7

3

Telecom Call/Receive None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

7
4

1
0

8
4

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Agency 

Reporting Tool

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Network Incident None 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Network Incident Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Wireless 

Connectivity

Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

11
1

0
0

11
1



High Low Medium Total

Metro B Help 

Desk

Application Password Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
1

0
0

3
1

Metro B 

Network

Wireless 

Connectivity

Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3



High Low Medium Total

Metro C 

Desktop 

Support

_No Tier 2 Total 0

0

3

3

0

0

3

3

Application None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

4
4

0
0

4
4

Metro D 

Network

_No Tier 2 None None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0
0

0
0

1
0

1
0

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application None Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

2

2

0

0

2

2

Total 0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3

PC/Laptop Performance Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

5
3

0
0

5
3

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Voice Mail None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0



High Low Medium Total

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Total 1
1

80
20

3
1

84
22



High Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

12

0

0

0

12

0

Total 0

0

12

0

0

0

12

0

Total 0

0

12

0

0

0

12

0

Application Error Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

None 0

0

4

1

0

0

4

1

Novell 

GroupWise

0

0

2

2

0

0

2

2

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

9

3

0

0

9

3

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

Novell 

Messenger

0

0

1

1

0

0

1

1

Total 0

0

3

1

0

0

3

1

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0

12

4

0

0

12

4

Network Error None 0

0

2

1

0

0

2

1

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Password None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

5

1

0

0

5

1

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Virus None 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Total 0

0

5

0

1

1

6

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

3

2

0

0

3

2

Total 0
0

37
7

1
1

38
8

Capitol Hosting _No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Application Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Network Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Capitol Hosting Network Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

2
1

0
0

3
1

Diebold EIS Hardware None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Printer None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0
0

2
2

0
0

2
2

Help Desk Application Error Symantec 

Endpoint 

0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Password Cisco Secure 

VPN Client

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Total 0

0

6

0

1

0

7

0

Telecom Call/Receive None 0

0

1

0

0

0

1

0



High Low Medium Total

Help Desk Telecom Call/Receive Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

7
0

1
0

8
0

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Reporting Agency 

Reporting Tool

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

1

0

0

4

1

Network Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

3

2

0

0

3

2

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Wireless 

Connectivity

Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

11
4

0
0

11
4

Metro B Help 

Desk

Application Password Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0

1

0

0

0

1

0

Network Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Metro B 

Network

Wireless 

Connectivity

Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Application None None 0

0

1

0

0

0

1

0



High Low Medium Total

Metro C 

Desktop 

Support

Application None Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

4
1

0
0

4
1

Metro D 

Network

_No Tier 2 None None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0
0

0
0

1
0

1
0

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application None Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

PC/Laptop Performance Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

5
0

0
0

5
0

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Voice Mail None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Total 1
0

80
15

3
1

84
16



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

12

0.05

0

0.00

12

0.05

Total 0

0.00

12

0.05

0

0.00

12

0.05

Total 0

0.00

12

0.05

0

0.00

12

0.05

Application Error Microsoft 

Windows XP 

0

0.00

2

0.33

0

0.00

2

0.33

None 0

0.00

4

0.33

0

0.00

4

0.33

Novell 

GroupWise

0

0.00

2

0.95

0

0.00

2

0.95

Novell 

Messenger

0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

9

0.46

0

0.00

9

0.46

Reporting Novell 

GroupWise

0

0.00

1

0.36

0

0.00

1

0.36

Novell 

GroupWise 

0

0.00

1

0.11

0

0.00

1

0.11

Novell 

Messenger

0

0.00

1

1.11

0

0.00

1

1.11

Total 0

0.00

3

0.53

0

0.00

3

0.53



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0.00

12

0.48

0

0.00

12

0.48

Network Error None 0

0.00

2

0.44

0

0.00

2

0.44

Novell Client 

for 32-bit 

0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

3

0.45

0

0.00

3

0.45

Password None 0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

1

0.36

0

0.00

1

0.36

Total 0

0.00

2

0.24

0

0.00

2

0.24

Total 0

0.00

5

0.38

0

0.00

5

0.38

PC/Laptop Error None 0

0.00

1

0.40

0

0.00

1

0.40

Total 0

0.00

1

0.40

0

0.00

1

0.40

Hardware None 0

0.00

2

0.15

0

0.00

2

0.15

Total 0

0.00

2

0.15

0

0.00

2

0.15

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.34

0

0.00

1

0.34

Total 0

0.00

1

0.34

0

0.00

1

0.34



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Virus None 0

0.00

0

0.00

1

0.56

1

0.56

Total 0

0.00

0

0.00

1

0.56

1

0.56

Total 0

0.00

5

0.24

1

0.56

6

0.30

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.29

0

0.00

1

0.29

Total 0

0.00

1

0.29

0

0.00

1

0.29

None None 0

0.00

2

0.78

0

0.00

2

0.78

Total 0

0.00

2

0.78

0

0.00

2

0.78

Total 0

0.00

3

0.61

0

0.00

3

0.61

Total 0
0.00

37
0.34

1
0.56

38
0.35

Capitol Hosting _No Tier 2 None None 0

0.00

1

3.79

0

0.00

1

3.79

Total 0

0.00

1

3.79

0

0.00

1

3.79

Total 0

0.00

1

3.79

0

0.00

1

3.79

Application Error None 1

0.12

0

0.00

0

0.00

1

0.12

Total 1

0.12

0

0.00

0

0.00

1

0.12

Total 1

0.12

0

0.00

0

0.00

1

0.12

Network Error None 0

0.00

1

0.48

0

0.00

1

0.48



High Low Medium Total

Capitol Hosting Network Error Total 0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

1

0.48

0

0.00

1

0.48

Total 1
0.12

2
2.14

0
0.00

3
1.46

Diebold EIS Hardware None None 0

0.00

1

3.68

0

0.00

1

3.68

Total 0

0.00

1

3.68

0

0.00

1

3.68

Printer None 0

0.00

1

2.45

0

0.00

1

2.45

Total 0

0.00

1

2.45

0

0.00

1

2.45

Total 0

0.00

2

3.06

0

0.00

2

3.06

Total 0
0.00

2
3.06

0
0.00

2
3.06

Help Desk Application Error Symantec 

Endpoint 

0

0.00

2

0.15

1

0.33

3

0.22

Total 0

0.00

2

0.15

1

0.33

3

0.22

Password Cisco Secure 

VPN Client

0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

3

0.26

0

0.00

3

0.26

Total 0

0.00

4

0.20

0

0.00

4

0.20

Total 0

0.00

6

0.19

1

0.33

7

0.21

Telecom Call/Receive None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Help Desk Telecom Call/Receive Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

7
0.17

1
0.33

8
0.19

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application Error None 0

0.00

1

91.86

0

0.00

1

91.86

Total 0

0.00

1

91.86

0

0.00

1

91.86

Reporting Agency 

Reporting Tool

0

0.00

1

0.00

0

0.00

1

0.00

Internet 

Explorer

0

0.00

1

0.10

0

0.00

1

0.10

None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

3

0.06

0

0.00

3

0.06

Total 0

0.00

4

26.29

0

0.00

4

26.29

Network Incident None 0

0.00

1

1.20

0

0.00

1

1.20

Total 0

0.00

1

1.20

0

0.00

1

1.20

Total 0

0.00

1

1.20

0

0.00

1

1.20



High Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

1

1.20

0

0.00

1

1.20

Total 0

0.00

1

1.20

0

0.00

1

1.20

None Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

1.71

0

0.00

1

1.71

Total 0

0.00

1

1.71

0

0.00

1

1.71

Total 0

0.00

3

1.17

0

0.00

3

1.17

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Wireless 

Connectivity

Error None 0

0.00

1

0.25

0

0.00

1

0.25

Total 0

0.00

1

0.25

0

0.00

1

0.25

Total 0

0.00

1

0.25

0

0.00

1

0.25

Total 0
0.00

11
10.15

0
0.00

11
10.15

Metro B Help 

Desk

Application Password Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Password None 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

PC/Laptop Hardware None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

3
0.02

0
0.00

3
0.02

Metro B 

Network

Wireless 

Connectivity

Error None 0

0.00

1

0.38

0

0.00

1

0.38

Total 0

0.00

1

0.38

0

0.00

1

0.38

Total 0

0.00

1

0.38

0

0.00

1

0.38

Total 0
0.00

1
0.38

0
0.00

1
0.38

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

0.48

0

0.00

3

0.48

Total 0

0.00

3

0.48

0

0.00

3

0.48

Total 0

0.00

3

0.48

0

0.00

3

0.48

Application None None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro C 

Desktop 

Support

Application None Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

4
0.41

0
0.00

4
0.41

Metro D 

Network

_No Tier 2 None None 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Total 0

0.00

0

0.00

1

0.00

1

0.00

Total 0
0.00

0
0.00

1
0.00

1
0.00

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

1
0.00

0
0.00

1
0.00

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application None Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Application None Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

PC/Laptop Performance Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

5
0.00

0
0.00

5
0.00

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

1

0.11

0

0.00

1

0.11

Dial Tone None 0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Voice Mail None 0

0.00

2

0.05

0

0.00

2

0.05

Total 0

0.00

2

0.05

0

0.00

2

0.05

Total 0

0.00

4

0.07

0

0.00

4

0.07

Total 0
0.00

4
0.07

0
0.00

4
0.07

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08



High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

None None 0

0.00

1

0.15

0

0.00

1

0.15

Total 0

0.00

1

0.15

0

0.00

1

0.15

Total 0

0.00

3

0.09

0

0.00

3

0.09

Total 0
0.00

3
0.09

0
0.00

3
0.09

Total 1
0.12

80
1.79

3
0.35

84
1.72



High Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

12

0

0

0

12

0

Total 0

0

12

0

0

0

12

0

Total 0

0

12

0

0

0

12

0

Application Error Microsoft 

Windows XP 

0

0

2

1

0

0

2

1

None 0

0

4

1

0

0

4

1

Novell 

GroupWise

0

0

2

1

0

0

2

1

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

9

3

0

0

9

3

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0

12

3

0

0

12

3

Network Error None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Password None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

5

0

0

0

5

0

PC/Laptop Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Hardware None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Virus None 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Total 0

0

5

2

1

1

6

3

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Total 0
0

37
5

1
1

38
6

Capitol Hosting _No Tier 2 None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Application Error None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Network Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Capitol Hosting Network Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

2
1

0
0

3
1

Diebold EIS Hardware None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Printer None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0
0

2
2

0
0

2
2

Help Desk Application Error Symantec 

Endpoint 

0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Password Cisco Secure 

VPN Client

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Total 0

0

6

0

1

0

7

0

Telecom Call/Receive None 0

0

1

0

0

0

1

0



High Low Medium Total

Help Desk Telecom Call/Receive Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

7
0

1
0

8
0

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Reporting Agency 

Reporting Tool

0

0

1

0

0

0

1

0

Internet 

Explorer

0

0

1

0

0

0

1

0

None 0

0

1

1

0

0

1

1

Total 0

0

3

1

0

0

3

1

Total 0

0

4

2

0

0

4

2

Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Wireless 

Connectivity

Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

11
4

0
0

11
4

Metro B Help 

Desk

Application Password Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0

1

0

0

0

1

0

Network Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Metro B 

Network

Wireless 

Connectivity

Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application None None 0

0

1

0

0

0

1

0



High Low Medium Total

Metro C 

Desktop 

Support

Application None Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

4
0

0
0

4
0

Metro D 

Network

_No Tier 2 None None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0
0

0
0

1
0

1
0

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application None Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0



High Low Medium Total

Rural Central 

Desktop 

Support

Application None Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

PC/Laptop Performance Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

5
0

0
0

5
0

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Voice Mail None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0
0

3
0

0
0

3
0

Total 1
0

80
13

3
1

84
14



High Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

12

0.24

0

0.00

12

0.24

Total 0

0.00

12

0.24

0

0.00

12

0.24

Total 0

0.00

12

0.24

0

0.00

12

0.24

Application Error Microsoft 

Windows XP 

0

0.00

2

2.41

0

0.00

2

2.41

None 0

0.00

4

1.99

0

0.00

4

1.99

Novell 

GroupWise

0

0.00

2

7.36

0

0.00

2

7.36

Novell 

Messenger

0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

9

3.31

0

0.00

9

3.31

Reporting Novell 

GroupWise

0

0.00

1

0.36

0

0.00

1

0.36

Novell 

GroupWise 

0

0.00

1

4.40

0

0.00

1

4.40

Novell 

Messenger

0

0.00

1

1.96

0

0.00

1

1.96

Total 0

0.00

3

2.24

0

0.00

3

2.24

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0.00

12

3.04

0

0.00

12

3.04

Network Error None 0

0.00

2

0.99

0

0.00

2

0.99

Novell Client 

for 32-bit 

0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

3

0.82

0

0.00

3

0.82

Password None 0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

1

0.36

0

0.00

1

0.36

Total 0

0.00

2

0.24

0

0.00

2

0.24

Total 0

0.00

5

0.63

0

0.00

5

0.63

PC/Laptop Error None 0

0.00

1

3.93

0

0.00

1

3.93

Total 0

0.00

1

3.93

0

0.00

1

3.93

Hardware None 0

0.00

2

2.51

0

0.00

2

2.51

Total 0

0.00

2

2.51

0

0.00

2

2.51

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.56

0

0.00

1

0.56

Total 0

0.00

1

0.56

0

0.00

1

0.56



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Virus None 0

0.00

0

0.00

1

2.14

1

2.14

Total 0

0.00

0

0.00

1

2.14

1

2.14

Total 0

0.00

5

2.06

1

2.14

6

2.08

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

1

0.55

0

0.00

1

0.55

None None 0

0.00

2

3.40

0

0.00

2

3.40

Total 0

0.00

2

3.40

0

0.00

2

3.40

Total 0

0.00

3

2.45

0

0.00

3

2.45

Total 0
0.00

37
1.83

1
2.14

38
1.84

Capitol Hosting _No Tier 2 None None 0

0.00

1

3.79

0

0.00

1

3.79

Total 0

0.00

1

3.79

0

0.00

1

3.79

Total 0

0.00

1

3.79

0

0.00

1

3.79

Application Error None 1

0.12

0

0.00

0

0.00

1

0.12

Total 1

0.12

0

0.00

0

0.00

1

0.12

Total 1

0.12

0

0.00

0

0.00

1

0.12

Network Error None 0

0.00

1

0.48

0

0.00

1

0.48



High Low Medium Total

Capitol Hosting Network Error Total 0

0.00

1

0.48

0

0.00

1

0.48

Total 0

0.00

1

0.48

0

0.00

1

0.48

Total 1
0.12

2
2.14

0
0.00

3
1.46

Diebold EIS Hardware None None 0

0.00

1

5.10

0

0.00

1

5.10

Total 0

0.00

1

5.10

0

0.00

1

5.10

Printer None 0

0.00

1

4.94

0

0.00

1

4.94

Total 0

0.00

1

4.94

0

0.00

1

4.94

Total 0

0.00

2

5.02

0

0.00

2

5.02

Total 0
0.00

2
5.02

0
0.00

2
5.02

Help Desk Application Error Symantec 

Endpoint 

0

0.00

2

0.83

1

1.37

3

1.04

Total 0

0.00

2

0.83

1

1.37

3

1.04

Password Cisco Secure 

VPN Client

0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

3

2.73

0

0.00

3

2.73

Total 0

0.00

4

2.05

0

0.00

4

2.05

Total 0

0.00

6

1.72

1

1.37

7

1.66

Telecom Call/Receive None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Help Desk Telecom Call/Receive Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

7
1.57

1
1.37

8
1.54

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

0

0.00

1

7.39

0

0.00

1

7.39

Total 0

0.00

1

7.39

0

0.00

1

7.39

Total 0

0.00

1

7.39

0

0.00

1

7.39

Application Error None 0

0.00

1

95.75

0

0.00

1

95.75

Total 0

0.00

1

95.75

0

0.00

1

95.75

Reporting Agency 

Reporting Tool

0

0.00

1

0.28

0

0.00

1

0.28

Internet 

Explorer

0

0.00

1

0.10

0

0.00

1

0.10

None 0

0.00

1

12.31

0

0.00

1

12.31

Total 0

0.00

3

4.23

0

0.00

3

4.23

Total 0

0.00

4

27.11

0

0.00

4

27.11

Network Incident None 0

0.00

1

1.20

0

0.00

1

1.20

Total 0

0.00

1

1.20

0

0.00

1

1.20

Total 0

0.00

1

1.20

0

0.00

1

1.20



High Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware None 0

0.00

1

5.20

0

0.00

1

5.20

Total 0

0.00

1

5.20

0

0.00

1

5.20

None Microsoft 

Windows XP 

0

0.00

1

2.02

0

0.00

1

2.02

Total 0

0.00

1

2.02

0

0.00

1

2.02

Performance None 0

0.00

1

1.71

0

0.00

1

1.71

Total 0

0.00

1

1.71

0

0.00

1

1.71

Total 0

0.00

3

2.98

0

0.00

3

2.98

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

5.97

0

0.00

1

5.97

Total 0

0.00

1

5.97

0

0.00

1

5.97

Total 0

0.00

1

5.97

0

0.00

1

5.97

Wireless 

Connectivity

Error None 0

0.00

1

2.87

0

0.00

1

2.87

Total 0

0.00

1

2.87

0

0.00

1

2.87

Total 0

0.00

1

2.87

0

0.00

1

2.87

Total 0
0.00

11
12.25

0
0.00

11
12.25

Metro B Help 

Desk

Application Password Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Password None 0

0.00

1

0.50

0

0.00

1

0.50

Total 0

0.00

1

0.50

0

0.00

1

0.50

Total 0

0.00

1

0.50

0

0.00

1

0.50

PC/Laptop Hardware None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

3
0.17

0
0.00

3
0.17

Metro B 

Network

Wireless 

Connectivity

Error None 0

0.00

1

12.04

0

0.00

1

12.04

Total 0

0.00

1

12.04

0

0.00

1

12.04

Total 0

0.00

1

12.04

0

0.00

1

12.04

Total 0
0.00

1
12.04

0
0.00

1
12.04

Metro C 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

1.03

0

0.00

3

1.03

Total 0

0.00

3

1.03

0

0.00

3

1.03

Total 0

0.00

3

1.03

0

0.00

3

1.03

Application None None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro C 

Desktop 

Support

Application None Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

4
0.88

0
0.00

4
0.88

Metro D 

Network

_No Tier 2 None None 0

0.00

0

0.00

1

0.30

1

0.30

Total 0

0.00

0

0.00

1

0.30

1

0.30

Total 0

0.00

0

0.00

1

0.30

1

0.30

Total 0
0.00

0
0.00

1
0.30

1
0.30

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

1
0.00

0
0.00

1
0.00

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application None Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Application None Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

PC/Laptop Performance Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

5
0.00

0
0.00

5
0.00

Voice 

Operations

Telecom CrossTalk/Nois

e/Static

None 0

0.00

1

2.61

0

0.00

1

2.61

Total 0

0.00

1

2.61

0

0.00

1

2.61

Dial Tone None 0

0.00

1

0.24

0

0.00

1

0.24

Total 0

0.00

1

0.24

0

0.00

1

0.24

Voice Mail None 0

0.00

2

0.08

0

0.00

2

0.08

Total 0

0.00

2

0.08

0

0.00

2

0.08

Total 0

0.00

4

0.75

0

0.00

4

0.75

Total 0
0.00

4
0.75

0
0.00

4
0.75

Voice/Data/WA

N Services

Telecom Dial Tone None 0

0.00

1

2.01

0

0.00

1

2.01

Total 0

0.00

1

2.01

0

0.00

1

2.01



High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 0

0.00

1

4.54

0

0.00

1

4.54

Total 0

0.00

1

4.54

0

0.00

1

4.54

None None 0

0.00

1

1.24

0

0.00

1

1.24

Total 0

0.00

1

1.24

0

0.00

1

1.24

Total 0

0.00

3

2.59

0

0.00

3

2.59

Total 0
0.00

3
2.59

0
0.00

3
2.59

Total 1
0.12

80
3.48

3
1.27

84
3.34

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058592

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059868

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000059882

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.17TIR:TIR Missed:NoneINC000000060452

No  1.61TTR:TTR Missed:Metro C Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061408

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061711

No  0.60TTR:TTR Missed:Metro D Network Medium ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000061797

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 YesNone  2.09TIR:TIR Missed:NoneINC000000063142

No  3.23TTR:TTR Missed:Metro C Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063867

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063872

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.62TIR:TIR Missed:NoneINC000000064665

No  1.34TTR:TTR Missed:Metro C Desktop Support Low ClosedAdministrative Services

_No Tier 2 YesNone  7.58TIR:TIR Missed:NoneINC000000064821

Yes  7.58TTR:TTR Missed:Capitol Hosting Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000066740



No  14.79TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067481

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067488

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.44TIR:TIR Missed:NoneINC000000068450

No  1.92TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.25TIR:TIR Missed:NoneINC000000068485

No  1.69TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000068488

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000069821

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070299

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application YesError  183.73TIR:TIR Missed:NoneINC000000051454

Yes  191.50TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000057390

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000057394

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Application NoReporting  0.21TIR:TIR Missed:Novell GroupWise AdministratorINC000000057488

No  8.79TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoReporting  0.72TIR:TIR Missed:Novell GroupWiseINC000000058144

No  0.72TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoReporting  0.20TIR:TIR Missed:Internet ExplorerINC000000058954

No  0.20TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Application NoPassword  0.77TIR:TIR Missed:Utah Master DirectoryINC000000059525

No  13.84TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoError  0.83TIR:TIR Missed:NoneINC000000060091

No  0.99TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoError  0.19TIR:TIR Missed:NoneINC000000060463

Yes  7.09TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoPassword  0.00TIR:TIR Missed:Novell GroupWiseINC000000061058

No  0.00TTR:TTR Missed:Metro B Help Desk Low ClosedAdministrative Services

Application NoPassword  0.16TIR:TIR Missed:Utah Master DirectoryINC000000061168

No  0.16TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoPassword  0.65TIR:TIR Missed:Utah Master DirectoryINC000000061269

No  2.39TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoError  0.85TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000062080

Yes  6.16TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoReporting  0.00TIR:TIR Missed:Agency Reporting ToolINC000000062133

No  0.56TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Application NoReporting  0.09TIR:TIR Missed:NoneINC000000063452

Yes  24.62TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:NoneINC000000063935

No  0.00TTR:TTR Missed:Metro C Desktop Support Low ClosedAdministrative Services



Application YesError  1.03TIR:TIR Missed:Novell GroupWiseINC000000063975

Yes  26.65TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000064183

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoError  0.65TIR:TIR Missed:Symantec Endpoint ProtectionINC000000064247

No  2.74TTR:TTR Missed:Help Desk Medium ClosedAdministrative Services

Application NoError  0.46TIR:TIR Missed:Symantec Endpoint ProtectionINC000000064279

No  2.49TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000064894

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Application NoPassword  0.00TIR:TIR Missed:Cisco Secure VPN ClientINC000000065065

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application YesError  2.78TIR:TIR Missed:Novell GroupWiseINC000000065764

No  2.78TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application YesReporting  2.23TIR:TIR Missed:Novell MessengerINC000000067002

No  3.92TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.49TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000067198

No  3.47TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.46TIR:TIR Missed:Novell MessengerINC000000069237

No  4.52TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.44TIR:TIR Missed:NoneINC000000071268

No  4.64TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application YesError  1.19TIR:TIR Missed:NoneINC000000071431

No  3.20TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.23TIR:TIR Missed:NoneINC000000071584

No  0.23TTR:TTR Missed:Capitol Hosting High ResolvedAdministrative Services

EIS Hardware YesNone  7.35TIR:TIR Missed:NoneINC000000056974

Yes  10.20TTR:TTR Missed:Diebold Low ClosedAdministrative Services

EIS Hardware YesPrinter  4.90TIR:TIR Missed:NoneINC000000057046

Yes  9.88TTR:TTR Missed:Diebold Low ClosedAdministrative Services

Network YesError  1.16TIR:TIR Missed:NoneINC000000060543

No  2.44TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network YesIncident  2.39TIR:TIR Missed:NoneINC000000061803

No  2.39TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Network NoPassword  0.12TIR:TIR Missed:NoneINC000000063211

No  1.00TTR:TTR Missed:Metro B Help Desk Low ClosedAdministrative Services

Network NoPassword  0.73TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000064504

No  0.73TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network NoError  0.95TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000066396

No  0.95TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network NoError  0.61TIR:TIR Missed:NoneINC000000066671

No  1.53TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network NoError  0.97TIR:TIR Missed:NoneINC000000067144

No  0.97TTR:TTR Missed:Capitol Hosting Low ResolvedAdministrative Services

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000069346

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services



PC/Laptop NoError  0.79TIR:TIR Missed:NoneINC000000061100

Yes  7.85TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000065083

No  0.00TTR:TTR Missed:Metro B Help Desk Low ClosedAdministrative Services

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000065984

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ResolvedAdministrative Services

PC/Laptop YesPerformance  3.43TIR:TIR Missed:NoneINC000000066223

No  3.43TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

PC/Laptop YesHardware  2.40TIR:TIR Missed:NoneINC000000069689

Yes  10.40TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000069983

No  4.04TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000070003

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoHardware  0.45TIR:TIR Missed:NoneINC000000070485

Yes  7.52TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoPerformance  0.68TIR:TIR Missed:NoneINC000000070571

No  1.13TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

PC/Laptop YesVirus  1.12TIR:TIR Missed:NoneINC000000070733

Yes  4.27TTR:TTR Missed:Capitol Desktop Support Medium ResolvedAdministrative Services

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000071125

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax YesNone  1.01TIR:TIR Missed:NoneINC000000059765

No  2.13TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax YesNone  2.10TIR:TIR Missed:NoneINC000000059774

No  11.48TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.06TIR:TIR Missed:NoneINC000000068535

Yes  11.94TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.58TIR:TIR Missed:NoneINC000000070719

No  1.09TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Telecom NoHardware  0.11TIR:TIR Missed:NoneINC000000057669

No  9.08TTR:TTR Missed:Voice/Data/WAN Services Low ClosedAdministrative Services

Telecom NoCall/Receive  0.00TIR:TIR Missed:NoneINC000000057966

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Telecom NoVoice Mail  0.10TIR:TIR Missed:NoneINC000000057992

No  0.13TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoNone  0.29TIR:TIR Missed:NoneINC000000058215

No  2.48TTR:TTR Missed:Voice/Data/WAN Services Low ClosedAdministrative Services

Telecom NoCrossTalk/Noise/Static  0.21TIR:TIR Missed:NoneINC000000058506

No  5.22TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoDial Tone  0.15TIR:TIR Missed:NoneINC000000061256

No  0.48TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoDial Tone  0.16TIR:TIR Missed:NoneINC000000063661

No  4.01TTR:TTR Missed:Voice/Data/WAN Services Low ClosedAdministrative Services

Telecom NoVoice Mail  0.08TIR:TIR Missed:NoneINC000000063948



No  0.19TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Wireless Connectivity NoError  0.75TIR:TIR Missed:NoneINC000000062595

Yes  24.09TTR:TTR Missed:Metro B Network Low ClosedAdministrative Services

Wireless Connectivity NoError  0.51TIR:TIR Missed:NoneINC000000068357

No  5.74TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services


